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Summary: 

This paper asks the Board to consent to proposals by the OLC to make minor 
linguistic changes to their Scheme Rules. Consenting to changes to the OLC 
Scheme Rules is a matter is reserved to the Board. These particular changes arise 
following research undertaken by the Legal Ombudsman on the ‘Language of 
Complaints’. The application does not propose any substantive changes to the 
Rules. The OLC’s proposal has been assessed against the approval criteria 
previously established by the Board for considering Scheme Rules changes and, 
in the executive’s view, it meets those criteria.  

 

 

Recommendation(s): 

The Board is invited: 

(1) to review the proposed Scheme Rules changes against the approval 
criteria and as a matter reserved to the Board; and 

(2) consent to the changes to OLC Scheme Rules. 

 

Risks and mitigations 

Financial: N/A 

Legal: 

The changes proposed are minor and technical and involve no 
change to policy and as such, the targeted consultation exercise 
carried out to date by the OLC appears to have satisfied the 
relevant criteria, and complied with the applicable requirements 
under s205.  The OLC will need to publish any changes before 
they take effect under section 205(6) of LSA 2007. 

Reputational: N/A 

Resource: N/A 

 

Consultation Yes No Who / why? 

Board Members:  N  
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Consumer Panel: Y  
The OLC consulted with the Panel during the 
preparation of the amendments 

Others:  

 

Freedom of Information Act 2000 (FoI) 

Para ref FoI exemption and summary Expires 
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OLC Scheme Rules: consent to minor changes  

 

Recommendations  

1. The Board is invited: 

(1) to review the proposed Scheme Rules changes against the approval criteria,  

and as a matter reserved to the Board; and 

(2) consent to the changes to OLC Scheme Rules. 

 

Background  

2. The OLC is required by the Legal Services Act 2007 (the Act) to establish and 
administer an ombudsman scheme operated in accordance with Scheme Rules. 
The Scheme Rules are the framework describing how the Legal Ombudsman 
resolves disputes in the legal jurisdiction. The Act, at section 133, describes the 
matters that must be addressed by the Scheme Rules. These include who can 
complain to the OLC, what sorts of complaints the OLC will and will not look at, 
and the procedures for how the scheme will operate in practice. They also 
include rules about the case fee that will need to be paid by lawyers who use the 
Legal Ombudsman scheme. 

3. Under section 155 of the Act, the OLC must obtain the consent of the LSB 
before making rules. This decision is reserved to the Board.  

 

The OLC’s application 

4. The OLC is proposing minor linguistic amendments to their Scheme Rules. The 
proposed changes update terminology they use in complaint resolution following 
their research on the ‘Language of Complaints’.1 The proposed language 
changes are:  

 “informal resolution” to become “agreed outcome”  

 “preliminary decision” to become “case decision”  

 “ombudsman decision” to become “final decision”  

5. The proposed Scheme Rules also reflect changes to approved regulators since 
2015, for example including ICAEW. 

6. The OLC’s application, including a tracked change version of the rules, is at 
Annex A.  

                                            
1 http://www.legalombudsman.org.uk/?portfolio=the-language-of-complaints-research 

http://www.legalombudsman.org.uk/?portfolio=the-language-of-complaints-research
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LSB’s assessment  

7. There is no statutory process or criteria the Board must follow in approving and 
consenting to changes in the OLC’s Scheme Rules, unlike changes to regulatory 
arrangements proposed by the approved regulators. 

8. In 2009, the Board agreed three acceptance criteria for assessing changes to 
Scheme Rules:  

1. An explanation of how the proposals have evolved in the light of the 

consultation process, covering in particular the extent to which any input from 

the Consumer Panel has been taken into account 

2. An explanation of how the scheme rules relate to best practice in the 

Ombudsman field and, as far as possible, contribute to achievement of the 

Regulatory Objectives 

3. A finalised Impact assessment on the rules particularly as regards case fees 

that meet MoJ requirements 

9. These criteria have formed the basis of our assessment of the OLC’s application.  

10. Given the minor nature of the changes proposed by the OLC’s application, a 
proportionate approach has been taken to assessing the changes. In particular, 
we did not consider that an impact assessment (Criterion 3) was required as 
these minor linguistic changes had no effect on access to the scheme, wider 
policy, or on case fees.  

Criterion 1 

11. Criterion 1 is discussed on pages 2-4 of Annex A. The proposed changes have 
arisen from consumer research findings in a November 2017 report by LeO on 
the Language of Complaints, and an organisational commitment to ‘Plain 
English’.  

12. To meet statutory obligations under section 205 of the LSA 2007, a copy of the 
proposed changes were published on LeO’s website for a one month period of 
representation. They were also proactively emailed to key stakeholders, 
including the Consumer Panel who were supportive of the proposed changes. 

13. As the proposals do not amount to a substantive change to the rules we are 
satisfied that this targeted approach is proportionate. 

Criterion 2 

14. Criterion 2 is discussed on pages 4-5 of Annex A. The proposed changes will 
make information about complaints resolution more accessible and 
understandable and so contribute to a number of Regulatory Objectives:  

 protecting and promoting the public interest 

 improving access to justice 

 protecting and promoting the interests of consumers 

 increasing public understanding of citizen’s legal rights and duties 

 promoting and maintaining adherence to professional principles.  
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15. The changes also relate to two sections of the Ombudsman Association 
principles for good complaints handling, around clear communication and literacy 
and language. The revised rules will be shared with Association members as an 
example of best practice.  

 

Recommendations. 

16. Given the nature of the changes proposed by the OLC, we consider that the 
information provided in its application at Annex A meets the needs of the non-
statutory approval criteria.  

17. The Board is invited: 

(1) to review the proposed Scheme Rules changes against the approval criteria,  

and as a matter reserved to the Board,  

(2) consent to the changes to OLC Scheme Rules. 
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